JOB AID

HR SYSTEM S SUPPORT (HELP DESK)
TICKET —ADD NEW ADMIN CODE
SAMPLE

WITSUSER (HR Assistant or HR Specialist)

1. WIiTS User identifies need to add new admin code to WiTS. Sends an email to
Branch Chief with information about the newly established organization and
requesting approval for the admin code to be added.

BRANCH CHIEF

2. Branch Chief forwards email with approval to add new admin code to the Branch
WITS Super User.

WiTS SUPER USER

3. Only the WiTS Super User can initiate an HRSS Help Desk ticket to request a new
admin code be added to WIiTS. Super User must select WiTS-Add admin code to
system

Issue Cateqgory” (IR LEL GRS ER ] syej

Note that ticket input sheet for this type of request includes an additional section at
bottom (Section 6 — New Administrative Code) that does not appear for any other
type of help desk ticket initiated.




HR Systems Support Ticket -

Help Desk

SECTION 1 - TICKET INFORMATIOHN
Ticket #

Status™ Fanding

Full Hame of User Sharon Parer

User Phane #
[no das hes)

J0Ea41462

System* TS j

Initiate

* Required Fields
E L e OB 2200 51251

Priority Code™ |gih]i

lser Emait- ERERE =N
Oranization™ (SRR -

E LA RN W T Al elmin cod e to sys =

ST L Please add e zdmin code in Section 6 below o WITS per approved organization sl changs

effective 67104,

SECTION 2 _HR SYSTEMS SUPPORT (HELP DESK)
HH5% Stalf Name

Referral Date (Tier 2)

New ID Email Date

Date Hew |0 Recy'd

SECTION 3 _TIER 2 SUPPORT
Date To Tier 3

Date Ret Tierd

Email Data o
Cus tomer

SECTION 4 - COMMENTS

Comments

SECTION 5 - RESOLUTION

Res nlution

Resolution Date

SECTION 6 - HEW ADMINISTRATIVE CODE

Administrative Code™ [giiEiLi

Frogram NameTide™  FRESER T R N R

Date io HR5S
Reset Pwr Email Date
Date Pwad Reset Rov'd

Date to Policy Group

Date Ret Policy Group

Resolred By

Institute/Center™ [EINIGTE]

Drganization Initials™ QEialayie

T L L Mew organization was established B41/04.




4.

Super User selects “Initiate Ticket” and clicks on CE.’ to forward the request to the
HRSS help desk.

fritiate ticket =l 3

Super User receives a pop-up message box that “ Y our ticket has been assigned #...”
For example:

NPBFF x|

& Your ficket has been assigned # 502
% O |

Super User can monitor HRSS ticket by opening it from the “My Active HR Systems
Support Transactions” bizcove. Click on box next to ticket# and click “Monitor”
button.

My Active HR Sys¥ems Support Transactions

r
7

« HD Ticket # Date Initiated User HRC Org

302 2004/08,/12 13:14:51 Sharon Porter CsD-B

!

__% Manitar ... I Detail... Advanced Se Excel...




| L

9

3 ta%_)

E—

g\“ﬁ_i

Initiate R SyoTelf Support

- Hely Deak

Hezolved/Conplet=d

i
ﬁ‘—oi

el L LR, ).ﬁl Befer T
. Tier Z

Of Tier 2 Support
Palicy : 4

Referred|to WiT3

QC BP==olve

R=lat= Q\{ﬂ‘
Sy=tems |
GLou

Follaw- L

Wotification W |:
TiT% Emmil &1

Fezolved and

Coxpleted Engll co Mser Coxplated —-» |:
WiT3 Tier = TWiT3 Bezolve
SppoCt
al Jis
Vierklsr Trail dctivty atachment  Commert
1] Sehs ACtity Completed By Particinant Creaed Date
08,12/=004
100 completed Irtiate: Porter Parter 09:09:50
104 Completed HE. Systems Support - Hep Desk  Porter Help Desk: ggg?_m 3
Tler 25 q
i) Created WITS Tier 2 SLppart TS Tier 8 stpourt. Dy 12

Groun

11:11:96

7. |If the HRSS Help Desk needs more information before resolving the ticket, the
Comment field in the ticket will be completed and the Super User will receive an
email that includes the information requested similar to this example:

5 WiTS Follow-up to HR Systems Support Ticket - Message (HIML)

JEiIe Edit ‘iew Insert Format Tools Actions Help

=10l ]

).

E{i\ﬂeply” 5 Reply to Al ‘ I Forward | = By ‘ E¢| o ||E = | R N

From: spdFei@nib.goy

To: spd7e@nih, goy

{H

Subject:  WITS Follow-up to HR. Swstems Support Ticket

Sent: Thug/12/2004 11:23 AM

Status of vour recuest for support for WiTS, ticket number 302 13 as follows:

=

Problem: Please add new adimin code in Section 6 below to WiTS per approved organizational change
effective &/1/04.

Comments: If the Help Desk needs additional information before resolving the ticket, this Comment
field will be completed and an email will be sent to the mitiator for follow-up.



8. Super User can reply to followup inquiry from help desk by opening it from the “My
Active HR Systems Support Transactions’ bizcove. Click on box next to ticket# and
click “Detail” button.

My Active HR Sng\%ms Support Transactions

4 HD Ticket # Date Initiated User HRC Org
r
WV 302 2004,08,/12 13:14:51 Sharon Porter CED-B

__% Manitar ... I Detail... |AdvancedSe| Excel... |

Then click in the checkbox at bottom and click “Complete” to open the ticket.

Process Instances Detail Close
Process Mame HR. Systems Support Workflow Process ID 3245
Status Funning Custom ID
Urgd%ty Mormal Initiator Porter
Check Password  Unchecked Initiated Date 08/12/2004 09:09:50
Dieadline Process Description
Whorklist  Activitgdttachment  Comment
Yiew,,. Complete... Batch Cormplete  Monitor...  Forward... Excel... Print.. Refresh
I Status A civity Completed By Participant Created Date Repair Workitem
i 08,/12 /2004
[T 100 CompletedInitiate Parter Parter 090050
HR Systems
[T 104 Completed Support - Heln Porter Help Desk et R L
09:47:30
Desk
: : WTS Tier
WITS Tier 2 08,12 /2004
T 109 Completed b Porter 2 Support e
Eroup
: : WNTS Tier
WiTS Tier 2 08,12 /2004
v
¥ 114 Created Support 2 Support e

GroLn



9. Super User responds to inquiry from help desk in the “Comments’ section.

HR Systems Support Ticket -
Help Desk

SECTION 1 - TICKET INFORMATION

Ticket # 302 Date Initiated

Status™ Referred Priority Code™®

Full Hame of User* Sharon Porter User Email*
User Phone #

(no dashes)

3015941462 Organization™

System™ WITS Issue Category™

Problem Description
effective B/1/04.

HRSS Staff Name Forter
Referral Date (Tier 2}

Hew ID Email Date

Date to HRSS

08/12/2004 11:16:39 Reset Pwal Email Date

Date Pwd Reset Rev'd

Date New ID Recv'd

SECTION 3 - TIER. 2 SUPPORT

Date To Tier 3 Date to Policy Group

Date Ret Tier3

Email Date to
Customer

Date Ret Policy Group

08/12/2004 11:22:49

Comments

SECTION 5 - RESOLUTION

Resolution

Resolution Date Resolved By

SECTION 6 - HEW ADMINISTRATIVE CODE

Administrative Code™ JlliNtE] Ins titute/Center™

T ETO BTN ES News Organization Full Mame Organization Initials™

G R GLE pl Mew organization was established 6/1/04.

B Develonment Database M Production Database

WITS Tier 2 Support

* Required Fields

08/12/2004 9:14:51

High

spd7ei@nih. gov,

CzD-B

WiTS-Add admin code to sys =

Flease add new admin code in Section 6 below to YWiTS per approved arganizational change

08/12/2004 9:45:41

If the Help Desk needs additional infarmation before resolving the ticket, this Comment field will
be completed and an email will be sent to the initiator for follow-up.

ODYMIH

NOFNAOD

Add to Database

10. Super User selects “Return to Help Desk” and clickson % to forward the
requested information and return the ticket to the HRSS help desk.

1%

IReturn ko Help Desk,
. 1



11. When the new admin code has been added to the WiTS database, HRSS Help Desk
will complete the ticket.

HR Systems Support Ticket -

HE'D DESk HR. Systens Support - Help Desk

SECTION 1. TICHET INFOHRMATION = Required Fields

Ticket & E 1P [ETEN [T I OB 22004 9:14:51

Status™ Completed Priarity Code” (gLl j

Full Hame of User*  [EREILLERGEH Usar Emall LI N0

Uzer Phone #
{0 das hes) 0159452 Organization® [EEEEG) x

Systemn” s TR TG T TS - fudd adimin code 10 syaj

CTER R Pleasa add new adimin coda in Section 5 below to WATS per approved organizstiona | change
efia Clive G104,

SECTION 2 . HR SYSTEMS SUPPORT (HELP DESK)]

HRSS S1aff Hame Farer Date to HRSS [NRAERE Y
Referral Date (Tier 2] QP ik R R [Hs Res et Py Email Dale

Newv ID Email [ate Date Pwidl Res et Row'd

[ate Hew I Hecw'd

SECTION 3 - TIER 2 SUPPORT

Date To Tier 3 Date to Policy Group
Date Ret Tierd Date Ret Policy Group
Ciail Bate fo 08242004 11:22:49

Customer

Comments lfthe Halp Desk needs additional information before re solving the ticker, this Commeant fiz ld will
be campleted and an emeil will be sent ta the initiatar for fal lew-up

Uzer responds 1o additional information requested by Help Desk

SECTION 5 - RESOLUTMON

R es alution The new sdmin code has been added 10 the WiTS detabase.

Resolution Date L1 27004 12,26 .56 Resolved By el

SECTION 6 - NEW ADMINISTRATIVE CODE

Administrative Code™ JalsEIRG Ins titute'Conter™ RN

EOTTLLUETER DB Mew Drganization Full Mame Organization Initials™ QElag el

TR T - L Tl [ E Draanization was established G1.04.

Bl Developmemt Datahase H Production Database Add 1o Datahase



12. The Super User will receive an email notice that the admin code has been added, for
example:

™ Resolution of HR Systems Support ticket number 302 - Messagg'(i-l]‘-f"':ﬂfi = |EI|£|

]Eile Edit ‘jew Insert Format Tools Actions Help

| @oReply | BoReplyto Al | @ Forward | G B |8 0, | ¥ (3K | 4 -9 - 80,

From: spdFe@nih. goy Sent: Thu g/12/2004 12:27 PM
To: sp4?e@j'-nih.gav
Ce:

Subject:  Resolution of HR Svskemns Support ticket number 302

Tour 1ssue [ problem with WiTS HE Systems Support ticket number 302 has been resolved as
follows:

Problem: Pleaze add new admin code in Section 6 below to WiTS per approved organizational change
effective &/1/04.

Eesolution: The new admin code has been added to the WiT= database.

13. Super User notifies Branch Chief and appropriate WiTS User(s) that the admin code
isavailableto use in WITS.



